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POSITION DESCRIPTION

	Role: 
	Customer Engagement Officer  

	Department
	Corporate

	Business Unit:
	Customer Experience 

	Reporting To:
	Customer Engagement Team Leader 

	Position(s) Under Direct Supervision: 
	· Nil



	VISION
	

	Enhancing Abilities, Enriching Lives 

	
	

	VALUES
	

	Providing excellent customer service
	We aspire to being the best and want customers to feel satisfied they are receiving the highest quality support to meet their individual needs. 

	Looking for better ways
	
We review our performance and look for ways to improve. 


	Working together 
	We understand that our success is underpinned by our ability and willingness to work together.


	Being professional & accountable
	We model professional standards appropriate to our role, whilst demonstrating respect and courtesy in our treatment of others. 



1. PURPOSE
As part of the Customer Engagement team, you are most often the first interaction and contact that our customers have with Rocky Bay. Your role as a Customer Engagement Officer will be to deliver excellent experiences to our customers to facilitate their journey from service enquiry, through to intake, service contract development and renewal.


2. EXPERIENCE & SKILLS
· Experience in providing high quality customer services within a human services context. 
· Ability to have meaningful and comprehensive conversations with customers to ascertain their needs and service requirements. 
· Demonstrate commitment to putting customers first and pride yourself on providing exceptional service.
· Ability to build rapport and communicate confidently with a diverse range of people.
· Excellent time management skills and ability to work under pressure.
· Strong communication skills including written and interpersonal.
· Ability to plan, organise and manage one’s own workload.
· Ability to manage a large and diverse customer case load.
· Ability to effectively communicate with customers and stakeholders through multiple channels i.e., phone, email, online, video link and face to face.
· Demonstrated ability to operate within organisational and legislative guidelines, procedures and policies.
· Strong computer skills, with experience in MS Office applications and Client Data Management systems.
· Ability to work independently whilst also proactively contributing to the team.


DESIRABLE 
· Experience in the provision of a range of services to people with disability. 
· Experience working with NDIS individual planning, quoting and portal use.
· Certificate III in Disability or other qualifications relevant to the role.



3. QUALIFICATIONS & CERTIFICATIONS 
· Current NDIS Workers Screening.
· Current valid WA driver’s license.
· Proof of influenza vaccine or willingness to obtain.
· Proof of COVID vaccination status.



4. KEY RESULT AREAS
Customer Service:
· Provides high quality customer service using a person-centred approach through multiple channels i.e. phone, email, online, video link and face to face.
· Works directly with new/existing customers to plan their services and funding needs and facilitate their journey from service enquiry, through to intake, contract development and renewal.
· Supports existing customers to renew and extend their services with Rocky Bay.
· Effectively process service agreements across multiple funding streams e.g., COSA, DSOA, FSSF, NDIS
· Educates and helps customer navigate through the NDIS and their funding.

· Effectively cost elements of a service agreement in alignment with NDIS, or applicable funding stream.
· Provides service solutions to customers liaising with operational areas to ensure all elements of a customer’s plan is utilised where necessary.   
· Display confidence in assessing, reading, and challenging support costing tools and quotes submitted by the operational areas. 
· Provide accurate ad hoc quotes to customers.
· Develops a comprehensive service agreement for all customers.
· Processes any service agreement changes or alterations including re-costing and issuing new agreements.
· Ensures that customers are set up within the CRM system accurately to enable seamless delivery of services across operational areas including the effective and efficient collection of funds.
· Coordinates with the operational areas and make service bookings where appropriate.
· Ensures all customer information is keep up to date.
· Processes any exit requests.
· Conducts regular customer check ins to ensure that customers remain engaged and connected with Rocky Bay.
· Collects any customer feedback through the internal system to ensure trends can be monitored and improvements made where necessary.
· Remains up to date and educated with any Rocky Bay product or service changes, including but not limited to availability, wait times and pricing.
· Remains up to date and educated with any NDIS changes.
· Works collaboratively within Customer Engagement and other areas of the organisation to ensure customers are receiving ideal experiences.
· Attends and participates in any committee or working groups as required.



Teamwork and Contribution:
· Provides advice and assistance to Operational Areas as required.   
· Acts as a role model by consistently following Rocky Bay values and professional behaviour.
· Contributes to positive team culture by actively engaging with team members across the organisation.
· Works constructively and cooperatively with managers, peers and colleagues.
· Attends and participates in staff/team meetings and workshops as required.
· Engages and participates in opportunities to enhance personal growth, team cohesion and development.


Financial Management:
· Maintains operations by supporting growth. 
· Ensures accurate records are kept of all financial processes.


Governance:
· Ensures compliance with all relevant legislation, standards and regulations to minimise risk and enhance Rocky Bay brand reputation.
· Ensures compliance with organisational data management requirements so that security and integrity of all customer data is upheld.
· Carries out duties in accordance with OSH policies, procedures and guidelines.


Networking and Establishing Relationships:
· Develops and maintains partnerships to enhance the customer experience both in terms of quality and timeliness of service.
· Maintains knowledge of customer needs and is aware of relevant supports available in the community. 
· Represents Rocky Bay at external events and enhancing Rocky Bay’s reputation.


Occupational Safety & Health & Risk Management: 
· Creates a safe work environment for self and colleagues by reporting any concerns that may compromise Rocky Bay’s duty of care.
· Carries out duties in accordance with OSH policies, procedures and guidelines.
· Follows safe and appropriate operation of equipment and vehicles.
· Reports any concerns that may compromise Rocky Bay’s duty of care.


5. AGILITY STATEMENT
The information contained herein is not intended to be an all-inclusive list of the duties and responsibilities of the job and may be subject to change. Management may, at its discretion, assign or reassign duties and responsibilities to this job at any time as necessitated by business needs.
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